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QUERY WINDOW

This window (see Figure 10 below) is used to display questions that TAFI needs answered in order to
properly process the trouble report. The user may have to ask the customer (using your own words)
about the reported trouble to get TAFI an answer or you may know the answer without asking the
customer. When a question appears in this window, you should enter the answer at the cursor prompt.
The question can usually be answered with Y for yes or N for no.

02-25-00 Trouble Mnalysis BST R2000.1 SInM

™ OUNCAN, JACK M 1RES
ss 86/ RiNEE DR, HOUGH

- MAINT CONTRACT TDG
Is trouble on all phones? DﬂYS SINCE LAST TROUBLE
B-9995559141 FRAME 999-555-4948
NDT [ ]

|NO DINL TONL

|
|AT TIMES NO DIAL TONE |
|SLOW DIAL TONE |
|CAN’ T BREAK DIAL TONE |
|
|

Facilitation Interface BRTAFIYM

|DIAL TONE AFTER DIALING NUMBER
| BUSY/REORDER/RECORDING PICKUP

BOCRIS Data Available for 9999495038 08:14 08:46:37
Figure 10 - Sample Query Window

s43  MESSAGE WINDOW

Message windows are used by TAFI to provide the user with instructions or to give information
about the processing of the trouble report (see Figure 11 below).

TAFI is not very polite when it comes to telling the user something. When TAFI presents a
message window (it has a very thick boarder so you can’t miss it), the message window takes
over complete control of the system. You could be in the middle of filling in some required data
when a message window appears on the screen and all of your keyboard entries are lost from
the instant the message window appeared.

TAFI needs to know that the user has read the information before it will resume processing the
report. The user tells TAFI that you have read the information by depressing the Enter key.
To respond to a message window, the user should:
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¢ Read the information TAFI 1s telling

e Understand what TAFI 1s telling (and the user might want to make a note)

¢ Depress the Enter key to clear the Message Window

02 25-00 Trouble Analysis Tacilitation Interface BRIAFIYM  BST R2000.1 SIM

™ [ WDUNCAN, L TACK N
[ERNIGEL 3ot KEntE DR . HAUGH

- RES  MAINT CONTRACT TDG

Advise customer to try another phone DAYS SINCE LAST TROUBLE
in that jack. B-9995559141 FRAME 999-555-4948

Trouble not on all phones
Has not tried another set lfmm_il
Not calling from trbl loc AT TIMES NO DIAL TONE

|SLOW DIAL TONE

I
|CAN’T BREAK DIAL TONE |
IDIAL TONE AFTER DIALING NUMBER |
| BUSY/REORDER/RECORDING PICKUP |

BOCRIS Data fvailable for 9999495038 09:10 08:47:33
Figure 11 - Sumple Message Window

s44 THE BASE WINDOW AREA

The base window area (look at Figure 9 on page 40) is a display only area and is located in the lower
left comer of the main screen. This window area displays the Main Menu window or the Trouble
Entry Summary window. These windows are never displayed at the same time.

sas  MAIN MENU WINDOW

This window lists a series of options representing the first level of trouble determination selections. The
Main Menu is a list of trouble category options as shown in Figure 12 on page 46.

These options are:
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DIAL TONE
OUTGOING CALL
INCOMING CALL
TRANSMISSION
MEMORY SERVICE
MEMORY CALL
CALLING PLANS/BILLING (ANI)
LONG DISTANCE
PHYSICAL

DATA PROBLEMS
ENHANCED SERVICES
NEW FLOW 1

NEW FLOW 2

The Main Menu is displayed until it is overlaid with the Trouble Entry Summary window (Remember
that the Base Window area can only display the Main Menu or the Trouble Entry Summary - not both
at the same time).

02

™ _ nerie S
00S

ADDRESS 1SENKE SR

25-00 Trouble Onalysis Facilitation Interface

WKG RES

IDInt TOMI ]
OUTGOING CALL

INCOMING CALL

TRANSHMISSION

MEMORY SERVICE

MEMORYCALL

CALLING PLANS/BILLING (ANI)
LONG DISTANCE

PHYSICAL

DATA PROBLEMS

ENHANCED SERVICES

NEW FLOW 1
NEW FLOW 2

BOCRIS Data Rvailable for 9995551049

BSI R2000.1 SIM

MAINT CONTRACT TDG
2203 DAYS SINCE LAST TROUBLE
MCAL B-9995559141 FRAME 999-555-4948

00:24 08:49:51
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Figure 12 Main Menu

To select an item from the Main Menu you have several choices:

e Depress the Tab key or Space Bar to move the cursor (highlighted area) down one
position per button push - then depress the Enter key to select your choice.

e Use the Up and Down Arrow keys to select your option - then depress the Enter key to
select your choice.

e Use the Hot Key selection method.

¢ Each menu selection has one letter highlighted (bolded, a different color or reversed
video depending upon the user’s terminal type). For illustration, the Main Menu
listing on page 44 has these letters bolded and underlined. Just type one of these
letters to select the corresponding option.

e For example, to select Physical as the desired trouble category, just type the letter

P. TAFI will jump the cursor (highlight area) to the Physical entry and automatically
depress the Enter key for you.

s4s  SUB-MENU WINDOW

When an option from the Main Menu is selected, a Sub-Menu window 1s opened. For example:

BS1 R2000.1 SIM

BRIAF TYM

02-2%-90 Trouble Analysis tacititation [nterface

™ L CONN . DONALD & M 1AES
00s § ADDRESS [EEMEINLQETN

WKG RES MAINT CONTRACT TDG
2203 DAYS SINCE LAST TROUBLE
MCAL B-9995559141 FRAME 999-5556-4948

[DIAL TONE ]

OUTGOING CALL

INCOMING CALL lmm—l
TRANSHMISSION AT TIMES NO DIAL TONE |
MEMORY SERVICE |SLOW DIAL TONE |
MEMORYCALL {CAN’T BREAK DIAL TOMNE |
CALLING PLANS/BILLING (ANI)| |DIAL TONE AFTER DIALING NUMBER |
LONG DISTANCE | BUSY/REORDER/RECORDING PICKUP |
PHYSICAL

DATA PROBLEMS |

ENHANCED SERVICES |

NEN FLOW 1 |

NEW FLOW 2 i

BOCRIS Data Available For 9995551049 03:58 08:53:25
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Figure 13 Sub Menu Example

Based on the trouble described by the customer, the user selected an option from the Main Menu (i.e..
Dial Tone) which generated the corresponding Sub Menu. Making a selection from the Sub Menu will
iniiate the actual dialogue between the user and TAFI. (Notice that the Hot Key works for sub-menus
t00.)

This selection will determine the flow of the customer contact. Based on the selection, TAFI will begin
to ask the user questions, direct the user to ask the customer questions, and/or instruct the user on what
actions to take. Therefore, the user must make sure that he selected the appropnate category to
represent the customer’s problem.

This interaction with TAFI will take place in the Query and Message window area.

Once the user leaves the menu selection and begin the actual flow process (TAFI asking questions,
etc.), TAFI will overlay the Main Menu with the Trouble Entry Summary.

The top half of the Trouble Entry Summary summarizes the flow of the contact. For example: Suppose
the user selected Dial Tone, then No Dial Tone from the sub-menu. Then TAFI tells the user to ask the
customer if the trouble is on all phones. If the customer answers yes, the user would enter Y. The
Trouble Entry Summary window will display each step in the process as a real-time audit.

BST R2006.1 SIN

BRIAF 1YM

02-25-00 Trouble Analysic

™ Ve L WCONN . DONALD & 1
005 § ADDRESS |RENRIANSNIR

- RES MAINT CONTRACT TDG
Is trouble on all phones? DAYS SINCE LAST TROUBLE
B-9995559141 FRAME 999-555-4948
NDT ]

EHT TIMES NO DIAL TONE E

|SLOW DIAL TONE I
|CAN"T BREAK DIAL TONE I
[DIAL TONE AFTER DIALING NUMBER |
| BUSY/REORDER/RECORDING PICKUP |

facilitation Interface

1AES

BOCRIS Data fivailable For 9995551049 04:32 08:53:59
Figure |4 — Example Query Window
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If vou find yourself taking the wrong path, you can back up by depressing F6 (once for each step in the
process until you reach the appropriate selection).

02-25-00 Trouble Analysis Facilitation Interface BRTAFIYM  BST R2000.1 SIM

™ E5B (T MCONN, DONALD & M 1AES
00S § ADORESS [NEMEIT SRR

- RES  MAINT CONTRACT TDG
Is the line currently in use? DAYS SINCE LAST TROUBLE
B-9995559141 FRAME 999-555-4948

NOT [ |}

Trouble on all phones

REBACK=N lme_]
AT TIMES NO DIAL TONE |

|SLOW DIAL TONE i
|CAN’T BREAK DIAL TONE }
IDIAL TONE AFTER DIALING NUMBER |
| BUSY/REORDER/RECORDING PICKUP i

BOCRIS Data Available for 9995551049 05:23 08:54:50
Figure 15 - LIU Question

This question controls when MLT testing can be accomplished. If Yes, TAFI will instruct the customer
to hang up so a meaningful test can be run.

Depending on the trouble being reported, you may receive more sub-menus or the Pop-Up Area
window will be activated for more data entry
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02-25-00 Trouble Analysis Facilitation Interface BRTAFIYM

™ bbb

BSI R2000.1 SIM

1049 L3, SMCONN. DONALD & M

[LLNSSNY 1 1H PAWNEE TR

00S

REACHH

Get reach information and advise REMARKS
customer of commitment. ACCESSH 8
(If necessary, use F9 to enter REP BY
ficcess & Commitment information.) NEW COMM 8S
ACCESS: A B

Line not in use (LIU=N) AT TIME 0S 05-10-94 0500P

|SLoW DI AS 05-10-94 0500P

|cAn'T B BC 05-11-94 0700P

IDIAL TO cus DT

|BUSY/RE NOTE

CATCD IRATEN CC N
TRBL DESC MDT_ xxxx

I
| ADTNL NAR
| DT RECVD
| MIR: _
EMAIL :
Haiting for test results... 10 secs 08:24 08:57:51

Figure 16 — Messuge Window

02-25-00 Trouble Analysis Facilitation Interface BRIAFIYM  BST R2000.1 SIM

™ Y WCONN . DONALD & M 1AES
00S [RLLIRN 1 PAMNEE IR

- REACHN 8005551234

Do you have a PC/Fax Machine REMARKS XYZ Phone
connected to this line? ACCESSH = 8
REP BY Emgl
Trouble on all phones —— |  NEW COMM AS
REBACK=N lm ACCESS: A B
Line not in use (LIU=N) AT TIME 0S 05-10-94 0500P
[SLoW DI AS 05-10-94 0500P
|CAN'T B BC 75-11-94 0700P
|DIAL TO Cus DT
|BUSY/RE NOTE
— CAT CD IRATEN CCN

TRBL DESC NDT  xxxx
ADTNL NAR
DT RECVD
MTR: _
EMAIL:

Information Rvailable for 9995551049 14:20 09:03:47
Figure 17 - Access and Commitment Window
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BRTAFIYM  8ST R2000.1 SIM

™ EICONN, DONALD & M 1AES
00S | ADDRESS [REEEIN AL

- RES  MAINT CONTRACY TDG
Advise customer line tests okay. DAYS SINCE LAST TROUBLE
Does customer agree to closeout? B-9995559141 FRAME 999-555-4948
(Answering YES will route to FECOTOK.)

02-25-00 Trouble Analysis Facilitation Interface

REBACK=N [NO DIAL TONE ]
Line not in use (LIU=N) |AT TIMES NO DIAL TONE

|SLOW DIAL TONE |
|CAN*T BREAK DIAL TONE |
[DIAL TONE AFTER DIALING NUMBER |
|BUSY/REORDER/RECORDING PICKUP |

15:07 09:04:34

Figure 18 - FECO Recommendation

Multiple windows can be layered in the Pop-Up Area. As the flow continues and additional information
or actions are initiated, activated windows are layered over the inactive ones. The activated window 1s
always in front (and has the square cursor on it).

In this example trouble report, the customer did not agree to test results and the user answered N to the
“Does customer agree to closeout”” question (see Figure 18). TAFI then routes the report to the
screener MA position in the BRMC for additional analysis.

= Note: In this example, the test results indicated a Test OK outcome. TAFI then examined the
NIW database to see if there is a history of CO blockage (which could cause a temporary No
Dial Tone (NDT) situation). No blockage data was found and, since the customer disagreed
to close the report, the report is routed to the MA with the outcome of the NIW query.
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INITIAL TROUBLE REPORT - ROUTE FOR HANDL ING

TH 999 555 1049 REPEAT N  £C 999 UNIT 62700000

Loc

NAME CONN., DONALD & M SUB N SO N
ADDRESS 115 PAWNEE TR

REACHN 8005551234 ACCESSH 8005551234 CARLLEDH

REMARKS CLECH1234567830 oK/ REP BY Gene
TRBL DESC NDT  sxx _ NOTE
NARRATIVE -ndt-a/p-XSKIONE

MTR: _ LINK:

NEW COMM RS ACCESS: A 0S 05-10-94 0500P

Ccus DT CAT CD IRATEN CCH AS 05-10-94 0500P
DT RECVD SUB: CLSALT _ NI N BC 05-11-94 070

TEST RES MISC HO8
RECOMMEND Bl B : K

BRIAE [YM
Information fAvailable for 9995551049 03:42 08:58:11
Figure 19 - TAFI Trouble Report Screen

When all entries have been made on the Trouble Entry screens, the Enter key is pressed to initiate the
LMOS Trouble Report. The screen disappears and the Initial Trouble Entry Screen is displayed to
begin processing the next report. When the user completes the TAFI transaction, on of three possible
outcomes occur:

e  The problem is resolved and an LMOS trouble report is imitiated and closed.

e  The problem is placed in an LMOS trouble report and routed to the appropriate work
group for handling. (This includes sending reports to the Technical Support (TECH) group
of MA’s for manual screening because TAFI does not have enough information to make a
determination.)

e  The problem is cleared by TAFI as a transfer situation (i.e., refer to Business Office).

s5 TAFI ON-LINE JOB AIDS

TAFI has on-line references that provide information about various products and services BellSouth
provides, along with other information useful in processing a trouble report. This window may be
accessed through the Help window function key (F1).

= Note: The Help Key (F1) can be depressed at any time and from any TAFI
window to obtain reference information ... even without a telephone number entered
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in the Initial Trouble Entry Window. The user should access this resource and

become familiar with all of the information available,

= Note: To maintain parity, the CLEC user has access to all of the resources
available to a BST user ... even though not all of these resources are applicable to

the CLEC’s repair effort.

To review the on-line job aid capabilities, the user should log into the CLEC TAFI system:

02-25 00 Trouble Mnalysis Facilitation Interface

NAME
00S ADDRESS

BRTAF YN

BST R2000.1 SIM

™ I I

Queue Management? I

% consistent with your CPNI training.

Borofile ([Eaueued [Wsupervise [Jexit

Not to

x be used for sales and marketing purposes.
263636 62636 36236 6 22626 3 X2 HOEIIEH KM HHIEHH RN HIOEH K X I MM HX

202 30666 X 66 XK M6 X6 I I IEHH I RN
x May contain fragmented CPNI, to be used only %

*
*

NEW FLOW 2 |

No troubles in queue

Figure 20 — Initial Trouble Entrv Window

08:13:12

Depressing the F1 Help function key will result in obtaining the TAFI Master Help Menu:
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04-7-00 Trouble Analysis Facilitation Interface BRTAFIYHM  BST R2000.2 SIM

NAME
00S ADDRESS

™ [ I .

Queue Management? |
OUTGOI
INCOMI Earofile queued Isupervise mexit
TRANSM
MEMORY | 32965 % 5963 3 ¥ % X % X XX X X TAFI MASTER HELP MENU
MEMORY| ¥ May contain fragmen
CALLIN| % consistent with you
LONG D| x be used for sales a| |FEATURE AIDS |
PHYSTICE 2636363 308 X0 3 3 %3 3 X X X X X |HPPLICHTION OVERVIEMW |
DATA P |MAINTENANCE PLANS |

I

I

ENHANCED SERVICES | TAFT HELP

NEW FLOW 1 JUSER NOTES
NEW FLOW 2

No troubles in queue 02:46:18
Figure 21 - TAFI Master Help Menu

The user would select the specific job aid from this menu.
551 PHONE LIST

As a resource for the TAFI user, the system maintains a list of referral telephone numbers that may be
used during the resolution of a customer’s trouble report. Although many of these numbers are intended
for BellSouth’s repair attendants, the CLEC user will find a number of them useful as well.

Selecting the Phone List option produces the following sub-menu of options:
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[ouTGo
INCOM
TRANS
MEMOR
MEMOR
CALLI
LONG
PHYSI
DATA
ENHAN
NEW F

02-2% 00 lrouble Analysis Facilite

TN--ﬁ

™ [ I

Gueue Management? I

Epro?ile queued

PO XK X XM XN IR OERN K
% May contain fragment
% consistent with your
%x be used for sales an
PO N I HHIEH X

NEW FLOW 2 |

Figure 22

HELP LOOK UP

900 TROUBLE REPORTING LOOKUP

ANNCYANCE CALL CENTERS NUMBERS

BellSouth Entertainment
BellSouth Paging
CLEC LOCKUP TABLE

DBAC/AIS

FCF ADMIN Numbers

FREQUENTLY DIALED
FREQUENTLY DIALED
FREGQUENTLY DIALED
FREGUENTLY DIALED
FREQUENTLY DIALED
DIALED
DIALED
DIALED
DIALED NUMBERS
GLOBAL CALLING CARD & 800

YVYVVVYVVYYVVYVYYVYVYVVVVYVVVYVVYVYVYYYYVYYVYVYYY

FREQUENTLY
FREGQUENTLY
FREQUENTLY
FREGQUENTLY

i ¥

Edoun

NUMBERS -
NUMBERS -
NUMBERS -
NUMBERS -
NUMBERS -
NUMBERS -
NUMBERS -
NUMBERS -

@allq}accept

PL

COIN
ALABAMA
CAROL INAS
FLORIDA UP
GEORGIA
KENTUCKY
LOUISIANA
MISSISSIPPI
TENNESSEE
ATFORM

- Phone List Menu

08:17:25

Notice the function key instructions located at the bottom of this Phone List menu. To select an item on
this menu the user must use the function keys F3 (for down) and F2 (for up) to move the highlight area.
Once the desired option is highlighted, depress the Enter key. Also notice the row of down arrows at
the bottom of this menu. This indicates that more options are available. To view these additional
selections, the user must depress the Page Down key.

ouTGO
INCOM
TRANS

02 2% 00 Trouble finalynis Facilit

TN--m

™ [ I

QGueue Management? l
EBorofile Equeued

23X MK N IHEEN HIEHH NN
¥ May contain fragment
x consistent with your
% be used for sales an
XXX

NEW FLOW 2 |

HELP 100K UP
CLEC LOOKUP TABLE
DBAC/AIS
FCF ADMIN Numbers
FREQUENTLY DIALED NUMBERS - COIN
FREQUENTLY DIALED NUMBERS - ALABAMA
FREQUENTLY DIRLED NUMBERS - CAROLINAS
FREQUENTLY DIALED NUMBERS - FLORIDA UP
FREGQUENTLY DIALED NUMBERS - GEORGIA
FREQUENTLY DIARLED NUMBERS - KENTUCKY
FREGUENTLY DIALED NUMBERS - LOUISIANA
FREQUENTLY DIALED NUMBERS - MISSISSIPPI
FREQUENTLY DIALED NUMBERS - TENMESSEE
GLOBAL CALLING CARD & 800 PLATFORM
ISDN REFERRAL NUMBERS
RESELLERS CONTACT NUMBERS LIST
TREC Centers
WMC CUT CABLE REFERRAL LIST
e [Edown MiMfaccept
08:20:01

Figure 23 — Additional Phone List Options
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Selecting the CLEC Lookup Table (by depressing F3 until this option is highlighted and then depressing
the Enter key) produces the following outcome:

02-25-00 Trouble finalysis Facilitaf ]

MO HEIEOEOE ORI IOOERIOE OO IO OEIOOOOEEN XK %X
% Subject : CLEC LOOKUP TRBLE

6 26 26 36 26 26 € D6 26 26 3 € 2E 26 3 26 36 226 36 2 3 367 3 I HEIEIE M IEIE I M 2 IEIE HE I 3 36 36 3 26 36 26 326 26 3¢ 26 DD 3 X 326 3 2233 0 2 2 0 3 2 3 2636 3 % %

OCN CLEC’s Full Name Repair 1t Order Narrative
2586 2nd Century Comm, Inc 888-272-8778 888-272-8778 2nd Cent
4166 A-1 Mobile 888-567-5335 888-567-5335 A-1 Mobile
4167 ABC Connection 770-222-7079 770-222-7073 ABC-Conn

2529 Accelerated Connection (ACI Corp) 888-706-0058 888-706-0058 Accelerate
4380 Accelerated Connection (ACI Corp) 888-706-0058 888-706-0058 Accelerate
7652 Access fAmerica (Tele-Sys, Inc.) 800-860-2140 800-860-2140 Access fm.
2720 Access Integrated Networks, Inc. 912-475-9800 912-475-9800 Access Net

|EHHﬂN| OOOOGOEBOBHOOOON000ON | FREQUENTLY DIALED NUMBERS - TENNESSEE
|NEW F GLOBAL CALLING CARD & 800 PLATFORM

|NEW FLOW 2 | | vvvwwwvvvvvv vV VYV VY VYV VIV VYV VY VY

Bur Idomn Bl accept

08:20:43
Figure 24 - CLEC Lookup Table

The TAFI Help system is displaying the text of a file that is longer than the number of lines available in
this window. You know this because the word “end” does not appear as the last line of information.
The word “end” is called the End of File mark or EOF.

To view the additional information, depress the Page Down key on your keyboard. If the EOF is still
not displayed, depress the Page Down key again to view the next window of information. Also, if you

have scrolled down too far, you can move back up the file by depressing the Page Up key.

Depressing the Page Down key from Figure 24 produces the next page of test information:
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02-25-00 Trouble Analysis Facilite

r
2720 Access Integrated Networks, Inc. 3912-475-9800 912-475-9800 Access Net
7039 Access Integrated Networks, Inc. 912-475-9800 912-475-9800 Access Net
8780 Access Point 800-957-6468 800-957-6468 Access Pnt
4834 Actel Integrated Communications 877-700-9400 877-700-9400 fActel
4835 fActel Integrated Communications 877-700-9400 877-700-9400 Actel
4883 Actel Integrated Communications 8§77-700-9400 877-700-9400 Actel
6111 Adelphia Telecom of FL 800-345-4319 800-345-4319 fAdelphia
83832 fAdvance Phone System 888-779-5330 888-779-5330 Advance
8383 Advanced Cellular Corp. 888-397-6490 888-397-6490 Adv Cell
8839 Advanced Tel. Inc. 504-621-4300 504-621-4300 Adv-Tel
7774 Advanced Tel. Inc. (EATel) 504-521-4300 504-521-4300 Advy Tele
6189 Advantel Communications, Inc. 800-832-1880 800-832-1880 Advantel
8471 Advent Consulting & Technology 813-715-1619 813-715-1619 Advent
4208 African-American Telecomm Inc. 888-327-5228 888-327-5228 African-fim
7017 Alec, Inc. 502-422-5363 502-422-5363 Alec Inc
IENHﬂNI HOOOHHOOOOB00O000 | FREQUENTLY DIALED NUMBERS - TENNESSEE
|NEW F GLOBAL. CALLING CARD & 800 PLATFORM
INEM FLOW 2 | | vvvvvyvyvvvvwwwyvyvvvwvwevyvyvvvvyvvyyvy
o [Edown [MMaccept

08:21:06
Figure 25 — Next Page of CLEC Lookup Table

Notice that as the user scrolls down a window, the fast item on the first page becomes the first item on
the second page, etc. This designed overlap provides a measure of confidence that items were not
skipped over.

The primary user for this CLEC Lookup Table is the BST employee. Should your (CLEC’s) end-user
customer call BST in error to report a problem, this table will provide the correct referral number. The
Repair # routes callers to your maintenance operation while the Order # provides access to your
Business Office (sakes).

55.1.1 CLOSING THE HELP WINDOWS

When you have finished viewing the selected information, depress the F6 function key to retrace your
steps. For example, depressing the F6 key one time will return you to the Phone List menu.
Depressing it a second time will return you to the TAFI Help menu and depressing F6 a third time will
return you to the Initial Trouble Entry Window (or where you were when you depressed the Help Key

(F1)).

FEATURE AIDS

5.5.2

Suppose the customer calls and advises that he has forgotten how to activate his Call Forwarding
feawre. After entering the customer’s telephone number in TAFI, the user can quickly verify if the
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customer is paying for Call Forwarding by depressing the F7 function key. Doing so produces
26:

= Note: The F7 option translates the USOC coded feature information found on the
customer’s CSR list into English terms. The USOC code is shown on the left with
the English translation on the nght.

04- 7-00 BRIAFIYM  BST R2000.2 SIM

™ L OUNCAN,  JACK M 1AES
00S [§ ADDRESS AN NENUCENRTAVE]

WKG RES  MAINT CONTRACT TDG

Trouble Analysis Facilitation Interface

————— BOCRIS Features -----

MBBRX Memory Call Service

MHH Message Haiting/Stutter Dialtone
PIC Long Distance Carrier (0288)

TTR Touch Tone

ESX Call Maiting

ESX Cancel Call Waiting

GCE Call Forwarding Variable

GCE Call Forward Busy

GCJ Call Forward Don’t finswer

RCYC Call Forwarding Ringing Cycle (4)
NSS Call Return

SEQ1X Wire Maintenance Plan

LPIC Intralata Carrier (5124)

00:28 02:49:27
Figure 26 — Customer Feature Listing (F7)

Figure

Assume for the moment that the user is not familiar with how to activate the Call Forwarding feature.
The user can obtain instructions on the operation of a vast number of features from the TAFI Help
utility. Depressing F1 produced Figure 21 — TAFI Master Help Menu. From this menu, selecting the
Feature Aids option will produce a listing of available features documented as shown in Figure 27 —

(Help) Feature Aid Listing:
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D101 |
0UTGO
INCOM
TRANS
MEMOR
MEMOR
CALLT
LONG

PHYST
DATA

ENHAN
NEW F

02 2% 00 Trouble fnalysis Facilite

™l IIIIIIIIIIIIIIIgEgIIIIg

™ I I

Queue Management? |]

proFi le iqueued

YOOEEOEEOEEER IR MK N
x May contain fragment
X consistent with your
%x be used for sales an
FEXOHOEEE MO XN IOE NN NN

NEW FLOW 2 I

HELP LOOK UP

ANONYMOUS CALL. REJECTION

CALL BLOCK

CALL FORWARDING

CALL FORWARDING DON’T ANSKER
CALL RETURN

CALL SELECTOR

CALL TRACING

CALL WAITING

CALL WAITING DELUXE

CALLER ID

CALLING NUM DELIVERY BLOCKING PER CALL
CALLING NUMBER DELIVERY BLOCK
MAINTENANCE PLANS

MEMORY CALL ANSWERING SVC PLUS
MEMORY CALL BASIC

MEMORY CALL DELUXE

MESSAGE DELIVERY SERVICE

VVVVYVVYVYVVVYVVYVYYVVVYYVVYYYVYVVVYVYVYVVVYVYVYY

Eor ([Edown EMaccept

08:22:15

Figure 27 — (Help) Feature Aid Listing

= Note: As demonstrated in Figure 22, this option has more entries than can be
displayed on a single screen. To view these additional options, depress the Page

Down key.

Selecting the Call Forwarding option will produce a text file describing how to use this feature as shown
in Figure 28 (see page 59).

Notice that the word “end” does not appear at the bottom of this window. Therefore the user knows
there is more information on this subject available. To access this additional information, depress the
Page Down key. Read the information provided and then depress the Page Down key sequentially
until reaching the EOF mark.
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5.5.3

02-25-00 Trouble Analysis Facilite

r HELP LOOK UP j

FOUM X 50 X363 906 3 HEK I XK 6K M IO I KM MR KN I M H KK XX IR H XX
% Subject : CALL FORWARDING
DK€ K IO 06K K KM IO K I K I K KM I OO XK XX K

1- Listen for a Dial Tone.
2- Dial 7211 Hith Touch-Tone service
(72 with rotary or dial pulse)

3- Listen for a second dial tone, and dial the number you want
your calls forwarded to.

4- Listen for ringing, inform the party who answers that you
forwarding your calls to their number.

5- Your calls are now forwarded.

[NEM FL- MESSAGE DELIVERY SERVICE
|NEW FLOW 2 | | vwvvvvwyvvwvwvvwvwyvvvwvvvwvyvvwvvvvvvvvy
Eup Idoun dhlilkaccept

08:23:37
Figure 28 — Call Forwarding Help Text

APPLICATION OVERVIEW

This option provides a brief, high level, overview of how the TAFI system operates:

02 -25-00 Trouble Mnalysis Facilitation Interface BRINF IV BS1 R2000.1 SiM

363 36 JE 36 36 22 2 36 5 36 36 36 7€ 36 3 263K 26 26 3636 36 2 3 36 36 K 36 2 2636 36 2 I 26 2 I 36 3 36 3€ 2 3¢ 2 36 2 26 I 36 36 3¢ 2 36 3¢ 36 36 3¢ JEIK 336 36 3¢ 2 2 3 XX 3¢ %

% Subject : TAFI Overview
ORI XXMM K IEII IR K R KK IENHNH K HHHH XK

The Trouble Analysis Facilitation Interface (TAFI) for Bell South
Telecommunications (BST) is a rules-based system providing automated

trouble receipt and screening. TAFI is a powerful application that guides
its users through a series of questions and instructions to resolve customer
service and line problems. These questions and instructions, called flows,
trigger the gathering of the relevant data from the customer as well as BST's
existing applications and systems. TAFI processes the data to provide rapid,
consistent, and efficient problem analysis and processing.

Upon receipt of a customer call, a TAFI user inputs whether the customer
considers himself/herself without service, the affected telephone number,

08:26:28
Figure 29 — Application Overview
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ss4 MAINTENANCE PLANS

This section provides information on the various BST maintenance coverage options.

= Note: Many CLECs have opted not to purchase BST’s maintenance plans and
this data may not be of any benefit to them ... others have.

06 12 00 Trouble Analysis Facilit
HELP LOOK UP

il —
Ty WEIR i TR HOURS LABOR USOC W CHARGES

WP DEFINITION OF TECHNICAL TERMS

WP INSTALLATION USOCs W-CHARGES
™HE B B @ "INTENANCE-REPAIR USOCs H-CHARGES
WP MATRIX-MAINTENANCE PLAN

[T | Gueue Management? [} WP NAME AND DEFINITION
OUTGOT WHP PREMISES WORK CHARGES
INCOMI | [Bprofile [Eaueued

TRANSM Buw [Edown TMMPaccept

MEMORY | 3 563¢ 5 3 € % 3¢ 3 36 € 3 36 3 X 36 3¢ X X
MEMORY| x May contain fragmen
CALLIN| * consistent with you| |PHONE LIST |
LONG D| x be used for sales a| |FEATURE AIDS

I
PHYSIC| »oexxxxxooooexxxxxxx| |APPLICATION OVERVIEM
DATA P
ENHANCED SERVICES | TAFT HELP ]
I

NEW FLOW 1 | | JuseER MOTES
NEW FLOW 2

No troubles in queue 05:45:22
Figure 30 — BST Maintenance Pluns

Selecting one of these options will provide specific details about the individual plan.
ss5  TAFI HELP

The TAFI Help option contains a number of reference options as well as providing some additional look
up functions. Selecting this menu choice produces the options found in Figure 31 — TAFI Help Option,
located on page 61.
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06 12 00 Trouble Analysis Facilita

HELP LOOK UP

™R —
00S A BACKDARTE CODES & USAGE

BACKTALK

™NHE BN B PASSHORD HAINTENANCE

TAFT ADMIN PROCEDURES

m Queue Management? || TAFI NAVIGATION AID
OUTGOI VIDEO TRIAL COVERAGE AREA

INCOMI | Bprofile [queued WP AFTER HOURS LABOR USOC W-CHARGES
TRANSM WP DEFINITION OF TECHNICAL TERMS

MEMORY | €5 5363 3 3 3 X 3 3 X X X % % % X% X WP INSTALLATION USOCs W-CHARGES
MEMORY| x May contain fragmen]| HWMP MAINTENANCE-REPAIR USOCs W-CHARGES
CALLIN| x consistent with you| HMP MATRIX-MAINTENANCE PLAN

LONG D] x be used fFor sales a| HMP NAME AND DEFINITION

PHYSIC| soeooexxxxsoooooooaixx | WMP PREMISES WORK CHARGES

DATA P
|ENHANCED SERVICES | | BB [Edown TIfaccept
NEW FLOW 1 |

NEW FLOW 2 | I I

No troubles in queue 05:31:53
Figure 31 — TAFI Help Option

A useful look up option is the Carrier Identification entry. Reviewing this file will show the Preferred
Interexchange Carrier (PIC) code for every long distance carrier in the BellSouth region. The list is
sorted by PIC code (see Figure 32 below).

06 12 00 Trouble Analysis Facilitofy 1

€6 36 36 36 7€ 7€ 3¢ 236 36 26 2 3 € I 3 3€ 363 3 IE 2 2 I 3 7€ HE € 3¢ 3 336 23 3 I I 20 36 3 363 2 2 36 36 3¢ 6 IE 3 I 22 2 6 HE I 36 56 56 26 ¢ 3¢ 2 36 3 20O 2 2 ¢

% Subject : CARRIER IDENTIFICATION
FOOKMNIHNHEHKN IO HHNX HIERIOOEK IR EHHH KN K KKK IO K I MM HHH ORI KOOI KON X%

Updated 12-14-1999

PIC ID CARRIER NAME SUC TEL. NUMBER
0008 TELE-FIBERNET 800-226-83388
0009 HEARTLINE COMM. INC. 800-569-22000
0011 METROMEDIA LONG DISTANCE 800-275-22733

|ENHANCED SERVICES | | B Edown [Mfaccept

|NEW FLOW 1 |

INEW FLOW 2 | l |

No troubles in queue 05:33:51
Figure 32 — Carrier Cross-Reference Table
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The BACKTALK system referenced in the TAFI Help Menu is an internal
BellSouth interactive voice response system used to communicate with the
Residential end-user. Since all dialogue regarding a CLEC trouble report is
between BellSouth and the CLEC, this BACKTALK system that is not used for
processing CLEC trouble reports.

5551 TAFINAVIGATION JOB AID

To assist users after their inutial traiming (and introduction to this document), the TAFI Help section
contains a TAFI Navigation Job Aid. This section contains information on how to move around the
TAFI screens.

06 1200 Trouble Analysis Fac 1

26 06 636 X0 26 3626 36 2 I I HEIE I 3 I 26 26 2K 3 2 23 36 3E 36 36 2 2 32 M€ 3€ €€ 26 23K 36 3676 2 36 2 36 3 26 362606 2 236 26 2 260 2 2%

% Subject : TAFI NAVIGATION AID
FOOEHHEEMHEN NI H IR IIEHN NN I NNN IR NI MM H KK N HHH IO MK KN K RH

xx Navigating Through TAFI xx
Once logged into the TAFI system, the system will guide the user through

the trouble entry and resolution process by:

|ENHANCED SERVICES | l B Edown EMfaccept J
|NEW FLOW 1 |
INEW FLOW 2 | | ]

No troubles in queue 05:42:04
Figure 33 - TAFI Navigation Job Aid

ss6e  USER NOTES

The TAFI system is constantly evolving to accommodate new features, services and changes in BST’s
backend processing methodology. As new TAFI system enhancements are developed, they bundled
together to form a new release of the software. The TAFI release numbering scheme is: current year .
major release number . minor release number. A major release typically includes new functionality while
a minor release typically addresses bug fixes. For example, Release 99.1 was the first major release
issued in 1999. Release 99.1.1.1 represents a minor release (or modification) to major release 99.1.
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No troubles in queue

06 12-00 Trouble Analysis Facilit:
HELP LOOK UP
™ N —
00S Al 2000.0.0.1 USER NOTES
2000.1 USER NOTES
2000.2 USER NOTES
NHE R B 2000.2.0.1 USER NOTES
2000.2.0.2 USER NOTES
][]Iﬂl }| Queue Management? I 2000.3 USER NOTLS
OUTGOI 99.1 USER NOTES
INcOMI | [Bprofile  [fEqueued 99.1.1.1 USER NOTES
TRANSM 99.1.1.2 USER NOTES
MEMORY | 3006 % %% X %% %000¢0¢0xx%x | 99 .2 USER NOTES
MEMORY{ x May contain fragmen| 99.3 USER NOTES
CALLIN| x consistent with you| 99.3.0.1 USER NOTES
LONG B| x be used for sales a| 99.4 USER NOTES
PHYSIC| soo000000a0000000000060¢ | 99.4,0.1 USER NOTES
DATA P 99.4.0.2 USER NOTES
ENHANCED SERVICES | 99.5 USER NOTES
NEW FLOW 1 | 99.5.0.1 USER NOTES
NEW FLOW 2 VVVVVVVVVVVVVVVVVVVVVVYVVVVVVVVVVVVVY VYV Y
B [Edown MEaccept

05:34:49

Figure 34 - User Notes Menu

Many of the enhancements discussed in these User Notes address items that
occur behind the scenes and are transparent to the users (e.g., changes in
TAFD’s flow to process a report).

Selecting the 2000.3 User Notes option from this menu will produce:

BP- Issue 5
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06 12 00 Trouble Analysis Facilite

™ I I

HELP LOCK upP

3OO 306 0% XM OO OEIEMCH IO KM M 0E 3 63X M6 XX K N X
x Subject : 2000.3 USER NOTES
YOOEX 06X 00K KKK K0 IR OO0 HOEKOOE IO IO IO OO

B.A.U. -> Business As Usual

PSO -> Pending Service Order
PRED -> Predictor
SO ~-> Service Order

WRYE 504 Change LNP Close Codes
This request will change all occurrences of the H26 close code to H11lW in all

LNP flow logic. This is being done to correct the routing of these type
YVVVVVVVYVVVVYVVVVVVYYVVVYVVVVVVVVVVVVYVVVYVYVY

|NEW FLOW 2 |
@ [Edown [MiMfaccept

No troubles in queue 05:35:26
Figure 35 — Sumple User Note

Each change in the TAFI system is represented by a Work Request number (WR#) and the associated
note addresses how the given request was handled in the new release.

5.5.7

OTHER RESOURCES

In addition to the on-line resources, the call guide pages of the BellSouth telephone directory make a
wonderful job aid for instructing customers on the proper utilization of their service.
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